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Creative Sample: CARE Direct Mail with Summer Insert 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The CARE/FERA application was included as an insert to customers’ monthly bill package 
six times throughout the year, targeting residential customers who are not currently 
participating in CARE. Additional targeting capabilities were tested in September, allowing 
PG&E to more effectively target residential customers using the CARE propensity model. 
The new targeting approach is being re-tested in 2019 to validate effectiveness. Bill inserts 
continue to be one of the most cost-effective enrollment channels, delivering over 20,000 
enrollments throughout the year at an average cost-per-enrollment of $17. 

 
The CARE digital campaign remains an important part of the media mix, driving over 24,000 
enrollments for the program. PG&E continued the “always-on” digital strategy, ensuring 
CARE program visibility and top-of-funnel engagement with customers year-round. At the 
end of April, the outreach team launched two new CARE banner ads as part of the digital 
campaign. The new banners were created in English and Spanish and ran in rotation with 
the existing Control creative. Results across all three creative versions were similar so the 
banners were continued in equal rotation throughout the year. 
 
  

 
 
 
 
 
 
 
 

P.S. Apply for CARE today to start saving, and be sure to see the 
included insert with tips and tools to help you better manage your 
summer energy bills. 
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Creative Sample: CARE Banner Ads 
 

       
 
 
In addition to direct mail, email and digital campaigns, television and radio campaigns aired 
in select markets in Q2 and Q4. PG&E deployed a broadcast test in April to evaluate the 
impact of TV and radio on the CARE enrollments. The campaign aired in the Fresno, 
Bakersfield and Stockton/Modesto markets.  

 
Results from the Q2 campaign demonstrated that  markets with a combination of TV and 
radio, and TV only, saw a significant lift above the overall enrollment rate. Additionally, TV 
and radio were effective at driving incremental enrollments among Hispanic customers and 
the Rural hard-to-reach group. These insights were then leveraged for the Q4 media 
campaign. On October 8, PG&E started a broadcast campaign in San Francisco/San Jose, 
Sacramento/Stockton/Modesto, Bakersfield, Stockton/Modesto, and Chico/Redding 
designated market areas (DMAs).  The campaign utilized TV in select markets, as well as 
introduced a new radio spot promoting CARE and ESA. 
 
After pausing the CARE New Mover program in 2017 for a vendor transition, PG&E re-
launched the program in September 2018 with Bridgevine, Inc. Bridgevine is a third-party 
service provider that offers assistance to those who would like help setting up cable, 
internet and satellite serves when moving to a new home or apartment. During this process, 
the representative asks a series of questions, and offers to send the customer information 
to enroll in CARE if qualified. The program will continue into 2019. 

 
Throughout 2018, PG&E leveraged pge.com to engage with customers, highlighting 
information about programs tips and tools to support their energy management journey. In 
order to make it easier for customers to get enrolled in the right program, PG&E launched 
a combined version of the CARE and FERA website landing page. The combined page 
intended to simplify program requirement presentation, highlight key program differences 
and increase FERA visibility.  
During the Summer and Winter seasonal campaigns, the CARE/FERA landing page 
included a call out with a link to a landing page with energy saving tips and tools. 
Additionally, the CARE and FERA programs were featured several times during the year 
as a module on the pge.com homepage. 
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Creative Sample: CARE Web Page Seasonal Callout 
 

 
 

 
PG&E also leveraged the marketing module in the Home Energy Reports (HERs), 
promoting CARE in the electronic version in February through March, and the paper version 
in December. FERA was promoted in the paper version in April through May.  HERs were 
sent to customers deemed eligible for the CARE program according to the probability 
model, and to customers currently receiving the HER.  
 
Sample Creative: eHERs and Print HERs marketing modules 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
Targeting approximately 820,000 customers monthly, the low-income version of the digital 
newsletter continues to be an important vehicle to provide low-income customers with 
information about programs, and low or no-cost tips and tools.  The CARE program was 
highlighted in the June and December digital newsletters, with content tailored based on 
whether the customer was CARE-eligible or due for recertification. In the other months, the 
digital newsletter provides energy savings tools and tips to help customers better manage 
their energy usage, as well as articles to alert them to important information like the 
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California Earned Income Tax Credit (EITC) and the California Climate Credit that they 
would see on their bill.  

 
 
Retention Campaigns 
 
In 2018, the PG&E launched an updated version of the CARE Welcome Kit that is sent as 
bilingual English/Spanish direct mail or email to newly enrolled CARE customers. The 
revisions included a redesign to simplify the layout and copy so the customer would feel 
empowered to take the next step in their energy management journey. In addition to 
providing the customer’s recertification date and the requirements to retain the CARE 
discount, the customer is encouraged to register for an online account and apply for ESA. 
A paper form pre-filled with customer account number and address, along with a reply 
envelope were added to the direct mail version of the kit which resulted in generation of 
over 10,000 ESA applications in 2018.  
 
The digital version was updated to include a revised email and web page that shows 
customers a simple flow of next steps. In 2018, the email version of the CARE Welcome 
Kit saw improvement in key metrics, generating a 46% unique open rate (vs. 42% in 2017) 
and a 18% unique click-thru rate (vs. 13% in 2017). 

 
Sample creative: CARE Welcome Email and Print Versions 
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PG&E continued its ongoing monthly automatic recertification efforts for customers who 
were approaching their two-year program expiration and had been identified as most likely 
eligible according to the CARE probability model.  
 
An email is sent to notify these customers of their automatic recertification and provides 
the opportunity to opt-out if they no longer qualify. The auto-recertification email was 
updated in September to support goals of driving more low-income customers to engage 
with energy savings opportunities by taking a Home Energy Checkup.   

 
 

Creative Sample: Auto-recertify email  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For customers outside of deciles 1-2 and not automatically recertified through PG&E’s 
auto-enroll initiative, the PG&E outreach team continued to send email reminders to 
encourage customers to re-enroll in CARE. The recertification emails continued to show 
improved performance, generating a 40% unique open rate (versus 38% in 2017) and a 
25% unique click-thru rate (versus 22% in 2017).  
 
As with other marketing channels, the PG&E communications team continued to garner 
exposure for low-income programs via participation in media interviews. PG&E aired 
segments across a variety of outlets to raise awareness for the CARE, FERA and ESA 
programs, and looked to target Spanish- and Chinese-speaking audiences in Fresno, 
Modesto, Sacramento and the San Francisco Bay Area.  
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Additionally, PG&E participated in television, radio and print interviews to promote the 
CARE and ESA Programs. Sample media outlets include:  

 
• KFTV - Univision 21 daily morning show called Arriba Valle Central or Wake up 

Central Valley, which serves the Hispanic population in and around the Central 
Valley 

• KLBN in Fresno –LaBuena 101.9 FM targets adults age 25-54, and serves a 
population of approximately 1.2MM people in Fresno, Madera, Kings, Tulare, 
Merced and Mariposa counties.  

• KMJE in Sacramento – KMJE covers Sacramento and Yolo counties, with listener 
demographics being Hispanic adults, age 18+ years. 

• KABE Univision 39 Bakersfield – Serves the Bakersfield DMA, and covering Kern 
county. KABE targets Spanish speaking adults ages 18+.  

• KLOQ – Community show segments are on KLOQ Radio Lobo 98.7 FM and KGAM 
Magia 106.3 FM. KLOQ targets Adults, primarily Male, ages 18-49, and KGAM 
target primarily women ages 25-54, with coverage in Merced and Stanislaus 
counties. 

• KMYX – Radio Campesina Network is part of the Cesar Chavez Foundation, a non-
profit organization that seeks the betterment of the Hispanic community. Radio 
Capesina targets Hispanic Males ages 25-54 and Hispanic Women ages 18-44, 
and provides coverage in Kern County. 

• KTFF Unimas 61 – Weekly community affairs show airs Saturday’s and Sundays 
at 7:30am. KTFF targets Hispanic and bilingual adults age 18-54 covering Merced, 
Madera, Fresno, Kings and Tualare counties. 

• KSFN – News for Chinese radio is the only Chinese media in Northern California 
to have three separate print editions for the Peninsula, South Bay and East Bay 
Regions. 24-hour Mandarin Chinese radio station in the Bay Area. It covers SF, 
Alameda, Santa Clara, San Mateo, and other counties in the Bay Area. 

 
Community Engagement Outreach and Initiatives 
 
Out of School Time (OST)  
 
In 2018, the Community Engagement team continued its partnership with the California 
School Age Consortium (CalSAC) to promote PG&E’s Energenius® curriculum to out-of-
school time (OST) field staff. The OST field staff CalSAC serves encompasses afterschool, 
school-age child care, school-based programs, summer learning, parks and recreation, 
YMCA’s, Boys and Girls Clubs, private programs, licensed family home care, and 
community based organizations. Not only do these programs provide safe places for 
children, they also help working families and employ members of the community. These 
programs also provide meaningful first time jobs and career pathways to teaching and other 
youth serving professions. In order to expand on these afterschool programs in hard-to-
reach communities, PG&E and CalSAC continued to collaborate to market the 
Energenius® OST program in an effort to raise awareness about environmental 
stewardship and to increase access to PG&E services, like CARE and ESA, for low-income 
families.  
 
Activity Guides & Training Curriculum - Together with CalSAC, PG&E marketed four 
training modules and four activity guides for the following topics: Energy and You, Energy 
and the Environment, Water and Energy, and Become an Energenius. These guides 
featured activities for afterschool educators and service providers to engage children and 
families in energy saving practices at school and at home. They were written in a way to 
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engage youth and families through “take home” activities and challenges. View the training 
modules here: https://www.calsac.org/energeniusostprogram 
 

 
 

 
 

https://www.calsac.org/energeniusostprogram
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Outreach Method - CalSAC actively promoted the Energenius® OST materials to its 
longstanding, statewide Trainer Network, which were primed for intensive professional 
development opportunities. Furthermore, in order to reach the highest volume of OST 
service providers, CalSAC partnered with Afterschool Regional Leads with County of 
Offices Education. The integral outreach for Community Engagement centered on 
alignment of OST needs: 
 

• Environmental STEM curriculum 
• Alignment to Common Core 
• Family Engagement and free resources 

 
Once PG&E and CalSAC implemented the strategy, the outreach channels included the 
following: 

• Conferences:  
o Presented at the BOOST Conference, 2000 OST professionals, May 2-4 
 Designed and facilitated a workshop around a vision for family engagement 

to ensure programs were centered at the heart of their strategy and families 
were provided relevant and timely resources.  

 41 participants attended the workshop  
 Shared materials at exhibitor booth 

o Promoted at CalSAC’s annual convening with 250 attendees and at regional 
exhibitor tables 

• eCommunications: 
o CalSAC Monthly eNewsletter and program emails 

• Deployment of On-site Training 
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o 11 agencies serving 16 sites requested and completed 26 on-site training 
modules. Each agency hosted two trainings across their multiple sites. 52 
hours of training was delivered in total. 

o Approximately 205 training participants attended  
o 1,950 youth served by the organizations who participated in the project 
o The organizations that participated in the trainings were from Regions 3, 4, 7, 

and 8 

• Family Engagement  
o Each enrolled agency was required to complete two on-site trainings, utilize 8 

hours of TA and host a family engagement event.  
o Approximately 459 families served through family engagement events 
o 91 hours of Technical Assistance focused on supporting family engagement 
o $8,000 issued to support family engagement events 

 
 
 

Region 1 Humboldt: Humboldt, 
Sonoma 
Region 2 Butte: Glenn, Lassen, 
Modoc, Plumas, Shasta, Siskiyou, 
Tehama, Trinity 
Region 3 Sacramento: Placer, 
Nevada, Colusa, Alpine, El Dorado, 
Sierra, Sutter, Yolo, Yuba 
Region 4 Alameda: Contra 
Costa/San Francisco/Napa/San 
Mateo/Marin/Solano 
Region 5 Santa Clara:Santa Cruz, 
Monterey, San Benito 
Region 6 Stanislaus: San Joaquin, 
Amador, Calaveras, Tuolumne 
Region 7 Fresno: Kings, Madera, 
Mariposa, Merced, Tulare 

 
In addition to supporting a robust network of afterschool service providers, PG&E and 
CalSAC also developed a strategy to outreach to low-income families through Family 
Engagement. The Family Engagement concept centers around PG&E sponsoring events 
for the afterschool service providers for the purpose of inviting families to learn more about 
the energy awareness activities and customer assistance programs PG&E offers. Through 
these events, income-qualified families could specifically learn about CARE eligibility and 
enrollment. Below is some unsolicited positive feedback received regarding the Family 
Engagement events. 

“Families were interested in the information and many did not know about the 
resources available to them.” – Angela Ruiz-Alvarez, Tulare County 

“Families seemed very glad to have the information.  Thank you for allowing us to 
share these resources with those in need.” – Andrea Sterling, Kern County 

Region 1 
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discussing other benefits and services that may be of assistance to the income qualified 
customer. 
 
CARE features other financial assistance information on its applications.  Each CARE 
application provides a brief description of other assistance programs available as well as 
contact numbers. 
 
PG&E’s CARE program integrated with other PG&E assistance programs to generate 
enrollments.  CARE applications are on display and available to visitors at Cooling Centers.  
PG&E provides the CHANGES program contractors with training and collateral to help 
limited English-proficient customers enroll in CARE and other assistance programs. PG&E 
conducts monthly data exchanges with the ESA Program to automatically enroll eligible 
customers in CARE.  PG&E also runs monthly reports of customers receiving bill payments 
received through the Department of Community Services and Development’s (CSD) Low 
Income Home Energy Assistance Program (LIHEAP) and PG&E’s Relief for Energy 
Assistance through Community Help (REACH) programs and automatically enrolled 
eligible customers in CARE.  These efforts resulted in 21,252 new enrollments. 
 

2.4.6. Describe the efforts taken to reach and coordinate the CARE program 
with other related low income programs to reach eligible customers. 

 
Throughout 2018, PG&E targeted existing CARE customers for outreach related to the 
ESA Program. Because existing CARE customers were likely to qualify for the ESA 
Program based on their income level, this was a way to ensure that the customer qualified 
via income guidelines. Other filters were then applied to determine those customers who 
would be most eligible for the ESA Program.  
 
Additionally, PG&E leveraged our Integrated Programs Brochure that integrates key low 
income programs, services and savings tips in a step-by-step, easy-to-understand and 
succinct manner, which is available in seven languages. 
 
PG&E automatically enrolls customers who receive LIHEAP and REACH assistance onto 
the CARE Program. Furthermore, for the CARE Automated Phone Calls, PG&E integrates 
information about the Family Electric Rate Assistance (FERA) and ESA Programs. 17,104 
ESA Program participants were enrolled in the CARE Program in 2018. 
 
Additionally, PG&E continues to coordinate CARE, ESA and other low income outreach 
efforts to provide likely eligible customers with the knowledge and tools to access PG&E’s 
services. Recent examples include an updated brochure that integrates key low income 
programs, services and savings tips in a step-by-step, easy-to-understand and succinct 
manner that is available in seven languages. The goal with these and similar efforts moving 
forward is to help financially challenged customers manage their energy bills in a more 
holistic and sustainable way. 
 

2.4.7. Describe the process for cross-referral of low income customers 
between the utility and the California Department of Community 
Services and Development (CSD).  Describe how the utility’s CARE 
customer discount information is provided to CSD for inclusion in its 
federal funds leveraging application.  (Note:  These agreements are 
limited to sharing 1-800 phone numbers with customers and providing 
CARE benefit information for the federal fiscal year, October 1 of the 
current year through September 30 of the subsequent year.  There are 
no tracking mechanisms in place to determine how many customers 
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contact the other programs or actually become enrolled in other 
program(s) as a result of these agreements.) 

 
PG&E has provided assistance by leveraging federal funding through CSD’s LIHEAP on 
an annual basis since 1989.  The primary information provided to CSD is a monthly 
breakdown of the total number of participants (residential and sub-metered tenant counts) 
along with the total dollar amount of discount provided to that portion of the population 
during that period. 
 

2.4.8. Discuss any recommendations to improve cost-effectiveness, 
processing of applications, or program delivery.  Discuss methods 
investigated or implemented by the utility or third parties under 
contract to the utility to improve outreach and enrollment services to 
non-participating households in the prior year.  Provide 
cost-effectiveness assessments, if available. 

 
To improve the cost-effectiveness of outreach and enrollment services, PG&E focused on: 

 
• Optimizing our targeting strategies with the goal of enrolling truly eligible 

customers  
• Optimizing the multi-touch, multi-channel customer contact strategy with a 

three-touch strategy  
• Using more cost-effective outreach channels, such as automated phone calls 

and email 
• Driving customers to the online enrollment form for quicker processing and 

lower operational costs 
• Testing different messaging and creative versions in market (as opposed to 

commissioning additional research), identifying quick enhancement 
opportunities and implementing learnings in real time for optimized results 

• Automatically recertifying customers who are most likely qualified and fall within 
deciles 1-2 of the CARE Probability Model 

• Developing more communications 30 days prior to customers falling off the 
program to improve customer experience and reduce operational and outreach 
costs  

 
2.5. Processing CARE Applications 
 

2.5.1. Describe the utility’s process for recertifying sub-metered tenants of 
master-meter customers. 

 
D.08-11-031, OP 100 authorized PG&E to change the certification period for sub-metered 
tenants from one year to two years.  PG&E mails the recertification package to sub-metered 
tenants 90 days prior to their CARE expiration date.  A reminder letter is also mailed 30 
days prior to their CARE expiration date.  Tenants are removed from the CARE rate if they 
do not respond by their due date. 
 

2.5.2. Describe any contracts the utility has with third parties to conduct 
certification, recertification and/or verification on the utility’s behalf.  
Describe how these third-party efforts compare to the utility’s efforts 
in comparable customer segments, such as hard-to-reach or 
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under-served.  Include comparisons of effectiveness and 
cost-effectiveness of comparable customer segments, if available. 

PG&E contracted with a third-party vendor, Genesys, to conduct automated calls to 
recertify eligible customers.  

PG&E also contracted with a third-party vendor, Kern USA, to: 1) pick up the CARE mail 
at PG&E facility, 2) open, sort, capturing all data fields on the application, redact sensitive 
customer information and scan all applications and documents into the EDGEline workflow 
system (this occurs at Kern facility).  Applications and documents uploaded in the EDGEline 
workload system were then assigned to CARE processors to be reviewed and approved. 

2.6. Program Management 

2.6.1. Discuss issues and/or events that significantly affected program 
management in the reporting period and how these were addressed. 

The enactment of Assembly Bill (AB) 327 in the Fall of 2013 established that the CARE 
electric discount be no less than 30 percent and no greater than 35 percent of revenue. 
Rate changes associated with AB327 began in August 2014 and will continue in phases 
through 2018.  Rate increases are expected to impact CARE customers disproportionately, 
significantly affecting program management through increased questions and complaints 
about higher bills. PG&E is addressing this issue through its Residential Rate Reform 
outreach. The outreach strategies include helping customers to understand the changes 
that will impact their current rates and that PG&E has programs, tips, and tools available 
to help, including new Time of Use rate plans. PG&E is working in our communities to 
communicate changes and available programs through customer service office events, 
community based organizations, and community engagement. PG&E is encouraging 
customers to utilize the resources available to them online at pge.com and MyEnergy.  

The State Controller’s Office (SCO), through an Interagency Agreement (No. 15IA5003) 
with the California Public Utilities Commission (PUC), conducted an audit of PG&E’s CARE 
Program for the period of January 1, 2013 through December 31, 2015. The audit began 
in June 2016 and concluded in January 2017. PG&E received a first draft report in October 
2017 and provided response to the draft report in December 2017. PG&E received a 
second draft report in October 2018 and provided response to that draft report in October 
2018. PG&E received a final report in December 2018. 

PG&E filed its ESA and CARE Programs and Budget Application for 2015-2017 program 
years on November 18, 2014.  The Commission issued Decision 16-11-022 on November 
21, 2016 approved PG&E’s Application and sets forth the parameters for the administration 
and participation in the CARE Program and ESA Program for Program Year (PY) 2017-
2020.  

Both the High Usage and Standard CARE Post Enrollment Verification (PEV) Processes 
continued to affect CARE program management significantly in 2018.  These processes 
and their impacts on program management are discussed below. 

As ordered in CPUC Resolution M-4833, PG&E has implemented a post-enrollment 
verification (PEV) freeze in the counties impacted by the California wildfires. The freeze 
includes not removing customers who are already in the PEV process, as well as not 
sending new PEV requests.  Per the Resolution, PG&E froze all CARE PEV requests for 
customers impacted by the October 2017 Northern California Wildfires in Butte, Lake, 
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Mendocino, Napa, Nevada, Plumas, Santa Cruz, Solano, Sonoma, and Yuba counties until 
December 31, 2018.   
 
In compliance with Decision (D.)18-08-004 and to support customers affected by the 
devastating wildfires, PG&E expanded the CARE PEV freeze to customers in areas where 
a new state of emergency proclamation has been issued by the Governor of California due 
to a disaster that resulted in PG&E’s inability to deliver utility services to customers during 
the months of June, July, and November of 2018.  The freeze will be in place for a period 
of one year commencing from the date the state of emergency proclamation was issued, 
or until PG&E service is restored. The impacted counties are Butte, Lake, Shasta, 
Mariposa, Mendocino, and Napa.    
 
High Usage Post Enrollment Verification (PEV) Process 
 
PG&E continued the High Usage PEV process in 2018. CARE customers with usage above 
400% of baseline in the previously monthly billing cycle were selected to complete the PEV 
documentation requirements. 
 
Stage 1 – Income Verification and ESA Agreement 
 

• Provide an IRS Tax Return Transcript or Verification of Non-Filing 
• Agree to participate in the Energy Savings Assistance Program 

 
Stage 2 – ESA Participation 
 

• Complete participation in the Energy Savings Assistance Program – allow 
contractor and inspector access to all portions of metered property 

• Notice to reduce and/or maintain the usage below 600% of baseline within 90 days 
 
Stage 3 – Usage Monitoring / Appeal Process 
 

• Maintain usage below 600% of baseline, or be removed from CARE 
• Customers removed from CARE are blocked from re-enrolling for two years 

o Removed customers may file an expedited appeal with PG&E to prove 
usage is “necessary, basic, and legitimate” 
 

In compliance with D.16-11-022, OP 87, the IOUs have developed a document aligning 
their CARE High Usage Appeal Processes and will use the same criteria and evaluation of 
customer appeals going forward. PG&E’s High Usage PEV results for 2018 are reported in 
CARE Table 13. 
 
Standard PEV Process 
 
PG&E implemented its Long Term Model for PEV selection in March 2014 (OP 89).  
PG&E’s 2018 annual PEV rate was five percent (1.6 percent high usage + 2.2 percent 
model + 1.2 percent random selection), and applied to all enrolled CARE customers 
(OP 91), except for those customers in counties included in the Emergency Consumer 
Protection Plan (Decision 18-08-004). 
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The table below shows a breakdown of the 2018 Standard PEV results by enrollment type 
(OP 94d-e). 
 

2018 PEV Results by Enrollment Type 
Status1 Income Categorical 
Approved 35.7% 41.0% 
Over Income 6.1% 3.9% 
Request Drop 1.7% 1.2% 
No Response 56.5% 53.9% 
1 Status as of March 31, 2019. 

 
PG&E’s overall 2018 PEV results are reported in CARE Tables 3A (Model) and 3B (High 
Usage) (OP 94a-c). 
 
Significant PEV improvements have been gained with the implementation of the CARE 
Probability Model and high usage requirements.  Customers selected for PEV by the model 
(scores in deciles 9 and 10) are 73 percent more likely than those randomly selected to be 
verified as ineligible (deemed over income or requested removal from the program) 
(OP 94f). 
 
The Long Term Model framework, including optimal PEV rate, was proposed in AL 3410-
G/4279-E filed on September 3, 2013 (OP 95), and approved by Energy Division effective 
October 3, 2013.  The Long Term Model was implemented in Q1 2014 and remained in 
effect throughout 2017. The Long Term Model is designed to overlook potential non-
responders who look eligible through their PG&E transactions, but are also likely to not 
respond to the PEV request.  This is achieved by an algorithm that looks at the degree to 
which third-party data overlays are missing, indicating a customer has short tenure and 
may be more transient and less established.  The end result is that the model targets 
customers for PEV who are likely ineligible and would be denied, regardless of likelihood 
to respond. The Standard PEV non-response rate of customers selected by the model has 
decreased as a result of this enhancement. 
 
The annual CARE subsidy was nearly $611 million in 2018. This is a 21 percent decrease 
from the highest annual CARE subsidy of $776 million in 2011. The high usage 
requirements and Long Term Model will continue to be instrumental in identifying 
customers who are likely not qualified, thus reducing the subsidy, while maintaining ease 
of enrollment for the vast majority of customers who are truly in need of the discount. 
 
Green Tariff Shared Renewables (GTSR) Reporting 
 
D.16-11-022, Ordering Paragraph 126 required “Pacific Gas and Electric Company, 
Southern California Edison Company, and San Diego Gas & Electric Company shall make 
the California Alternate Rates for Energy (CARE) discount available to customers enrolled 
in the Green Tariff Shared Renewables (GTSR) rate structures, as described in this 
decision. The utilities shall include in their annual reports the number the number and 
percentage of customers in the GTSR and Enhanced Community Renewables rate 
structures and the average total bill discount that CARE Program enrolled GTSR and 
Enhanced Community Renewables customers receive (in percentage terms) from the 
CARE Program discount on the distribution portion of their bill. In the event that average 
bill discounts for CARE Program/GTSR and Enhanced Community Renewables customers 
are reported to be below the 30% overall CARE Program discount threshold.” The similar 
paragraph on page 338 continues: “this policy may be revisited and utilities may file in its 
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mid-cycle update Advice Letter to apply the CARE discount to CARE-eligible GTSR 
customers with the goal of a 30% discount threshold.”   
 
There were 337 CARE-enrolled customers in PG&E’s Solar Choice program as of the end 
of 2018, representing 0.02% of total CARE customers. The Enhanced Community 
Renewables portion of the GTSR Program does not yet have any active projects, so there 
are no CARE or other customers enrolled in that program at this time. 
 
The average total bill discount that CARE-enrolled Solar Choice customers received on 
their bill from the CARE Program discount was 34.5%. 
 
California LifeLine Reporting 
 
D.16-11-022, Ordering Paragraph 88 directed PG&E to: 1) distribute CARE and ESA 
program marketing material to the California LifeLine administrator or providers, stores and 
kiosks; and 2) assess each California LifeLine service provider’s willingness and 
administrative viability to participate in the CARE Capitation Program, and enroll all willing 
and qualified vendors, including California LifeLine providers, in the CARE Capitation 
Program. This directive includes Veterans Affairs Supportive Housing program partners, 
IRS Volunteer Income Tax Assistance providers and Covered California outreach and 
enrollment agencies. Enrollments driven through these efforts should be tracked (through 
unique CARE Program and ESA Program URLs, toll-free numbers, or other methods) and 
reported in the annual CARE Program and ESA Program reports.  
 
In 2018, PG&E began to conduct outreach to Lifeline providers and other agencies include 
VITA, VASH and Covered CA by focusing on areas of opportunity for the CARE program 
and filtered it based on the following: 
 
• Eligible unenrolled rate above 20% 
• Eligible unrolled number of customers above 300 (excluded Berkeley and Davis 
due to high student populations) 
 
Once agencies are identified in these geographic areas, PG&E reached out to identify 
whether or not they are interested in partnering with PG&E on this outreach, as well as to 
determine how they would like to partner (via paper applications or promoting online 
applications).  At a minimum, depending on the level of engagement, PG&E will send the 
following outreach materials: 
 
• CARE applications (English/in-language) 
• ESA applications (English/in-language)  
• Integrated brochures (English/in-language) 
 
PG&E assigned the following codes to track CARE new enrollments and referrals received 
from the agencies:   
 
• “LIFE” for Lifeline agencies 
• “VITA” for Volunteer Income Tax Assistance agencies 
• “VASH” for Veterans Affairs Supportive Housing 
• “CVCA” for Covered California 

 
Despite PG&E’s strategy and implementation plan for cross-promotional activities, PG&E 
was not able to recruit any LifeLine providers in joining the CARE Capitation Program and 
ESA and CARE teams were not able to establish contacts with other agencies to send 
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them the outreach materials. Though, LifeLine providers continued to attend some of the 
bi-monthly customer assistance days at the local PG&E lobbies to promote their services. 

 
Statewide Request for Proposal (RFP) concerning Advanced Metering Infrastructure 
Data 
 
D.16-11-022 issued on November 10, 2016 directed Pacific Gas and Electric Company, 
Southern California Edison Company, and San Diego Gas & Electric Company to conduct 
a statewide Request for Proposal (RFP) concerning Advanced Metering Infrastructure Data 
by June 1, 2017.   
 
The statewide RFP was not issued in 2017 while the IOUs awaited clarification and 
resolution of PFM issues.  Per D.17-12-009 issued on December 14, 2017 that modified 
D.16-11-022, the due date to conduct a statewide RFP was revised from June 1, 2017 to 
March 31, 2018. 
 
The statewide RFP for a vendor to provide load disaggregation services was released in 
March 2018. The IOUs selected Ecotagious, Inc. to perform all work necessary for the 
proper implementation of the program, and a contract was signed in November 2018. The 
project scope is divided into two phases.  Phase one will produce end-use load profiles and 
a segmentation report for a sample of CARE customers in the PG&E, SCE and SDG&E 
service areas.   Phase two will expand the analysis to a wider group of customers and 
provide delivery of results to customers and ESA contractors. The statewide group meets 
biweekly. In 2018, three milestones were met:  the contract was signed, the project plan 
for phase one was finalized, and the customer segmentation design was completed. The 
results for phase one are expected by mid-year 2019. 
 
2.7. Pilots 
 

2.7.1. Community Help and Awareness of Natural Gas and Electricity 
Services (CHANGES) 

 
The Community Help and Awareness with Natural Gas and Electricity Services 
(CHANGES) Pilot Program provides funding to community based organizations (CBOs) to 
assist Limited English Proficient (LEP) customers with energy education and billing issues. 
 
D.12-12-011 approved continued funding of the CHANGES Pilot Program through the 
CARE Outreach budget until the end of 2014. D.14-08-030 authorized a CHANGES budget 
until the end of 2016, a 2% increase from the authorized 2014 CHANGES funding level. 
D.15-12-047, CHANGES established itself as an ongoing statewide program, funded as a 
reimbursement from the CARE Program until a long-term Commission funding source can 
be established through budgetary and/or legislative channels. D.16-11-022, issued on 
November 21, 2016, authorized continued funding for CHANGES program through the 
2017-2020 CARE Program budget. Due to the delays in starting the new contract for 
CHANGES program, the required independent, third-party evaluation study of the ongoing 
CHANGES program has been extended from June 2017 to June 30, 2018.  
 
The CHANGES Pilot Program maintained reporting procedures for PG&E and other 
investor-owned utilities to report expenditures, and evaluate individual cases and group 
workshops/presentations conducted by community based organizations. The reporting 
requirements were included in CARE Tables 9, 10 and 11 in the monthly filed ESA/CARE 
reports.  
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In 2018, the CHANGES program continued to provide outreach, education, and bill issue 
assistance on natural gas and electricity bills and services to LEP customers in the 
language of their choice through a statewide network of community-based organizations.  
The IOUs continued to work with CHANGES implementers to maintain reporting 
procedures to evaluate individual cases and group workshops/presentations conducted by 
CBOs in compliance with D.12-12-011 and D.12-08-044.  CHANGES data pertaining to 
program expenditures, one-on-one and group customer assistance sessions is collected 
from the CBOs and reported in the monthly CARE/ESA report in CARE Tables 9, 10 and 
11.  

In addition, in 2018, CHANGES CBOs continued to assist LEP customers on a variety of 
issues, including: helping customers enroll in the CARE and ESA Programs, providing 
energy efficiency education and bill education, setting up a PG&E account/payment plan, 
obtaining LI HEAP assistance and help with avoiding service disconnection.  While PG&E 
Customer Service Representatives (CSRs) provide in-language support through its 
Contact Centers’ third party affiliates, the CHANGES Program provided LEP customers 
with an alternative to getting help with their PG&E billing issues through local, trusted 
CBOs.  

The CPUC’s Consumer Service Information Division (CSID) and PG&E have been working 
together to improve the coordination between CHANGES CBOs and PG&E customer 
service.  In 2014, in coordination with CSID, PG&E modified its customer authorization form 
(79-1095) to enable a CHANGES CBO representative to speak directly to PG&E CSRs to 
review a customer’s energy bills and set up a payment plan on a customer’s behalf.  In 
2018, PG&E continued the use of this authorization form.  In addition, in 2015, to comply 
with consumer privacy rules and support CHANGES CBOs and their clients, PG&E 
updated its Customer Operations policies to allow verbal authorization from a customer to 
discuss their account information with a CHANGES CBO representative.  This verbal 
authorization is only allowed if the customer is asking a CBO representative to 
communicate on their behalf with a PG&E representative.  The verbal authorization is only 
good for that one phone call.  PG&E continued this verbal authorization in 2018.    

In response to CHANGES CBOs and CPUC constructive feedback on the CHANGES Toll 
Free Line experience, PG&E updated its routing system to connect CHANGES CBOs to 
PG&E Senior Service Representatives (SSRs). The streamlined approach to connect 
CHANGES CBOs to trained SSRs helped establish recognition of CHANGES CBO’s 
purpose and be more responsive to customers’ time-sensitive energy billing/service needs. 

In 2018, Consumer Education was provided to 20,046 consumers through CHANGES 
Program. Education sessions were held in a mix of one on one, and group sessions. 
Education materials are available as fact sheets on the CPUC Website: 
http://consumers.cpuc.ca.gov/team_and_changes/ 

2018 CHANGES Disputes Resolution 
Add Level Pay Plan 0 

Assisted with CARE Re-Certification/Audit 11 

Changed 3rd party Company 307 

Consumer Education Only (must be pre-approved) 1 

Medical Baseline Application 6 

Enroll in Energy Assistance Programs 116 

http://consumers.cpuc.ca.gov/team_and_changes/


ESA Program and CARE 2018 Annual Report - Pacific Gas and Electric Company 

72 
 

Request Meter Service or Testing 2 

Request Bill Adjustment 39 

Request Customer Service Visit 2 

Schedule Energy Audit 0 

Payment Extension 22 

Payment Plan 101 

Solar 13 

Stop Disconnection 141 

Time of Use 2 

Wildfire Related Issue 0 

TOTAL 763 
Note:  
The total number of services may exceed the total number of cases because some  
cases will include more than one service provided.  
Support for disputes resolution was provided in the following languages: Cambodian, Cantonese, 
Dari, English, Hmong, Japanese, Korean, Lao, Mandarin, Pashto, Portuguese, Samoan, Spanish, 
Tagalog, Urdu, Vietnamese 

 
2018 CHANGES Needs Assistance 

Add Level Pay Plan 0 

Assisted with CARE Re-Certification/Audit 3 

Assisted with Changes to Account 153 

Energy Efficiency Tool 16 

Assisted High Energy User with CARE Doc Submission 1 

Assisted with Reconnection 8 

Billing Language Changed 78 

Consumer Education Only 1 

Electricity Aggregation 0 

Energy Alerts 0 

Energy Assistance Fund  (SCE) 0 

Energy Assistance Fund (PG&E) 2 

Enrolled in Demand Response Programs 1 

ESAP 52 

Gas Assistance Fund (SCG) 0 

HEAP 736 

Medical Baseline 132 

Neighbor to Neighbor (SDG&E) 0 
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REACH 4 

Reported Safety Problem 0 

Reported Scam 0 

Set Up 3rd Party Notification 0 

Set Up New Account 9 

Payment Extension 39 

Payment Plan 138 

Wildfire Related Issue 0 

TOTAL 1,373 
Note:  
Support for needs assistance was provided in the following languages: Cambodian, Cantonese, 
Cebuano, Dari, English, Farsi, French, German, Hindi, Hmong, Japanese, Korean, Lao, Mandarin, 
Pashto, Portuguese, Spanish, Tagalog, Urdu, Vietnamese 

 

3. CARE Expansion Program 
 
3.1. Participant Information 
 

3.1.1. Provide the total number of residential and/or commercial facilities by 
month, by energy source for the reporting period. 

 
See CARE-Table 12 – CARE Expansion Program. 
 

3.1.1.1. State the total number of residents (excluding caregivers) for 
residential facilities, and for commercial facilities, by energy 
source, at year-end. 

 
There were approximately 109,228 tenants residing within CARE Expansion Program 
qualified facilities receiving the CARE discount by December 31, 2018.  This information is 
not available by energy source.  The resulting numbers were representative of the total 
number of residents housed in all facilities, both residential and commercial, and for both 
energy commodities. 
 
3.2. Usage Information 
 

3.2.1. Provide the average monthly usage by energy source per residential 
facility and per commercial facility. 

 
See CARE-Table 12 – CARE Expansion Program. 
 
3.3. Program Costs 
 

3.3.1. Administrative Cost (Show the CARE Expansion Program’s 
administrative cost by category) 

 
The CARE Expansion program’s administrative cost was reported as part of the overall 
program administrative expenses. See CARE-Table 1 – Overall Program Expenses. 
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3.3.1.1. Discount Information 

 
Following is the total annual discount, by energy source, for the CARE Expansion Program: 

 
Electric: $7,623,698 
Gas: $1,265,287 
Total: $8,888,985 

 
3.3.1.2. State the average annual CARE discount received per 

residential facility by energy source. 
 
Electric: $563.52 
Gas: $163.08 

 
3.3.1.3. State the average annual CARE discount received per 

commercial facility by energy source. 
 
Electric: $6,668.39 
Gas: $1,594.04 

 
3.4. Outreach 
 

3.4.1. Discuss utility outreach activities and those undertaken by third 
parties on the utility’s behalf. 

 
In 2018, PG&E continued to use the CARE Program website as a useful source of 
information for nonprofit, agricultural, and migrant farm workers.  As new program 
information and income guidelines became available, applications were updated online in 
formats that allowed for easy download and printing.  PG&E did not work with third parties 
to perform outreach for the CARE Expansion Program. 
 

3.4.2. Discuss each of the following: 
 

3.4.2.1. Discuss the most effective outreach method, including a 
discussion of how success is measured. 

 
Downloading and printing of the nonprofit group living facility online application has become 
the most effective outreach method for nonprofit organizations seeking financial 
assistance.  In addition, PG&E is available via telephone or e-mail to address any questions 
pertaining to their eligibility and account information. 
 

3.4.2.2. Discuss how the CARE facility data and relevant program 
information is shared by the utility with other utilities 
sharing service territory. 

 
PG&E does not currently exchange CARE facility data or expansion program information 
with other utilities in the shared service areas.  
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3.4.2.3. Discuss barriers to participation encountered in the prior 
year and steps taken to mitigate these, if feasible, or not, 
if infeasible. 

The certification period for nonprofit group living facilities is two years.  At the end of the 2-
year period, PG&E mails a recertification packet to the listed primary contact.  Due to an 
organization’s frequent personnel changes, current staff is not always aware of the CARE 
Program or the recertification process.  As a result, approximately half of the organizations 
do not recertify though they still qualify for the discount.  To address this barrier, PG&E 
proactively calls customers to remind them to recertify, answer any questions they might 
have and guide them through the recertification enrollment process. 

For the agricultural employee housing facilities, the barriers are the lack of understanding 
the CARE Program criteria and the perception of inconvenient paperwork.  Some of the 
barriers included facility owners and managers who are unsure about the type of permit 
requirements; some believe their facility would not qualify because the company was a 
business, or the tenants do not pay for utilities and/or tenants do not live in the housing 
facility year round.  PG&E overcame these barriers by working one-on-one with the facility 
owners and managers to ensure they were successfully enrolled. 

Some managers were confused by the change of eligibility criteria:  the total gross income 
for all residents and or household s occupying the facility at any given time must meet the 
current CARE income eligibility guidelines.  Previously, each household income occupying 
the facility at any given time had to meet the current CARE income eligibility guidelines. 

PG&E continued to receive phone calls asking for clarification about the definition of a 
Satellite Facility.  PG&E also received calls asking for clarification about the requirement 
whether non-profit facilities such as homeless shelters, hospices, and women’s shelters 
must be open for operation with at least six beds or six occupants for a minimum of 180 
days and/or nights per year at each facility’s service address. Based on customers’ on-
going feedbacks, PG&E revised its Non-Profit application to provide more clarification on 
requirements and worked with facility owners and managers to answer each of their 
questions. 

3.4.3. Discuss any recommendations to improve the cost-effectiveness, 
processing of applications, or program delivery.  Discuss methods 
investigated or implemented by the utility or third parties on the 
utility’s behalf to improve outreach and enrollment services to non-
participating facilities in the prior year.  Provide cost-effectiveness 
assessments, if available. 

PG&E continued to reach out to agricultural facilities and implemented a targeted approach 
to those facilities not currently enrolled in the CARE Program.  Additionally, the CARE 
application is available online for interested organizations to apply which reduced printing 
and mailing costs. 

3.5. Program Management 

3.5.1. Discuss issues and/or events that significantly affected program 
management in the reporting period and how these were addressed. 
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PG&E did not encounter any issues and/or events that significantly affected the CARE 
expansion program management in 2018.  

 
4. Fund Shifting 

 
4.1.1. Report ESA Program fund shifting activity that falls within rules laid 

out in Section 6.2 of D.12-08-044. 
 
The ESA total program expenses in 2018 did not exceed the total authorized budget. In 
compliance with D.12-08-044 (wherein the “Utilities are permitted to shift funds from one 
year to another within the 2012-2014 cycle without prior approval”) and D.17-12-009, PG&E 
fund shifted among energy efficiency subcategories to cover the overspend in the HVAC-
gas and Appliance-gas subcategories totaling $1,242,149.  

 
ESA-Table 12 shows:  

• the fund-shift from Enclosure-gas to HVAC-gas, to cover the overspend of $592,663 
• the fund-shift from  Enclosure-gas to Appliance-gas, to cover the overspend of 

$649,486 
 
4.1.2. Report CARE fund shifting activity that falls within rules laid out in 

Section 6.2 of D.12-08-044. 
 
D.12 08 04, OP 135(c) of 4, authorized CARE fund shifting between categories in the same 
manner as the 2009-2011 budget cycle.  PG&E did not fund shifting between budget 
categories in 2018 as the total CARE program administrative expenses did not exceed the 
overall authorized budget.  
 

4.1.3. Was there any ESA Program or CARE fund shifting activity that 
occurred that falls OUTSIDE the rules laid out in Section 6.2 of 
D.12-08-044? 

 
There was no ESA or CARE Program fund shifting activity that occurred in 2018 that fell 
outside of the fund shifting guidelines in D.12-08-044, as updated in D.16-11-022 and D.17-
12-009. 
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5. Commonly Used Acronyms  
Application 
Decision 

D.16-11-022 

CAM Common Area Measure 
CARE California Alternate Rates for Energy 

CBO Community-Based Organization 

CFL Compact Fluorescent Lamp 
CPUC California Public Utilities Commission 
CSI California Solar Initiative 
CEESP California Energy Efficiency Strategic Plan 
CEWG Cost Effectiveness Working Group 
CHANGES Community Help and Awareness of Natural Gas and 

Electric Services Program 
CSD California Department of Community Services & 

Development 
D. Decision 
DAWG Demand Analysis Working Group 
DDTP Deaf and Disabled Telecommunications Program 
DRP Demand Response Program 
DSM Demand Side Management 
EE Energy Efficiency 
ESA Energy Savings Assistance 
ESACET Energy Savings Assistance Cost Effectiveness Test 
ETC Energy Training Center 
FERA Family Electric Rate Assistance 
HEAT Home Energy Assistance Tracking 
IHD In Home Display 
IOU Investor-Owned Utility 
kW Kilowatt 
kWh Kilowatt Hour 
LED Light-Emitting Diode 
LIEE Low Income Energy Efficiency 
LIHEAP Low Income Home Energy Assistance Program 
LINA Low Income Needs Assessment 
LIWP Low Income Weatherization Program 
MCWG Mid-Cycle Working Group 
MF Multifamily 
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MFWG Multifamily Working Group 
MID Modesto Irrigation District 
MIDI Moderate Income Direct Install 
Modified 
Decision 

D.17-12-009 

MOU Memorandum of Understanding 
MUP Multifamily Upgrade Program 
mW Megawatt 
mWh Megawatt Hour 
NEB Non-Energy Benefit 
NGAT Natural Gas Appliance Testing 
OP Ordering Paragraph 
OBF On-Bill Financing 
OBR On-Bill Repayment 
ODRS On-line Data Reporting Systems 
PCT Programmable Communicating Thermostat 
PEV Post Enrollment Verification 
PFM Petition for Modification 
PG&E Pacific Gas & Electric Company 
PMHR Peninsula Minor Home Repair 
PPP Public Purpose Program 
PY Program Year 
REU Redding Electric Utility 
RFP Request for Proposals 
SASH Single-family Affordable Solar Homes 
SCE Southern California Edison 
SDG&E San Diego Gas & Electric Company 
SoCalGas Southern California Gas Company 
SPOC Single Point Of Contact 
SSI Supplemental Security Income 
SSD Supplemental Security Disability 
SSP Social Security Pension 
TDD Telecommunications Device for the Deaf 
TID Turlock Irrigation District 
TOU Time-Of-Use 
TRC Total Resource Cost Test 
UC Utility Costs 
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WFTP Willingness and Feasibility To Participate 
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6. Appendix A: 2018 ESA and CARE Program Compliance and Activities
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Appendix A

No. ESA-CARE Activity CPUC Directive
Directive 

Reference Action Required
Completed 

Date

1 Included in PG&E  2017 and 2018 Annual Reporting. D.16-11-022 OP 97

97. Pacific Gas and Electric Company, Southern California Edison Company, and San Diego 
Gas & Electric Company (the four large Investor-Owned Utilities) shall direct their eligible 
Energy Savings Assistance (ESA) Program contractors that install program provided Air 
Conditioning measures, where feasible, to simultaneously install Air Conditioning Cycling 
program controls and vice versa. For those customers whose load profiles would 
demonstrate bill savings from Air Conditioning Cycling or other Demand Response 
program enrollment, the four large Investor Owned Utilities are directed to create metrics
to track the success of these efforts and report them in the California Alternate Rates for 
Energy Program and ESA Program Annual reports. 1/1/2018

2

Key communication is available in large print and 
Braille. It is also available in electronic format on 
PG&E.com website which conforms to Level AA Web 
Content Accessiblity Guidelines 2.0 for text-to-audio 
screen readers. Additionally, customers can call the 
Contact Center for information about the program. D.16-11-022 OP 74

74. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas
& Electric Company and Southern California Gas Company shall ensure that all key 
communications regarding the Energy Savings Assistance Program’s Disability Program is 
provided effectively and appropriately in accessible formats and mechanisms. This 
includes, at a minimum, accessible versions of printed material, from outreach and 
enrollment to education and recertification, in large print, Braille, electronic, and audio 
formats. 1/1/2018

3

Disabled customers made up 25 percent of ESA 
Program enrollees in 2017 and 28 percent of the ESA 
Program enrollees in 2018 based on visual 
observation and unsolicited comments by the 
household members. Participation of households 
with disabled inhabitants is likely to be higher than 
recorded. Additional information is availalbe in 
section 1.5 of the 2018 ESA and CARE Program 
Annual Report. D.16-11-022 OP 72

72. The 15% enrollment goal for persons with disabilities into the Energy Savings 
Assistance Program is approved. Pacific Gas and Electric Company, Southern California 
Edison Company, San Diego Gas & Electric Company, and Southern California Gas 
Company shall apply the 15% enrollment goal and shall work with the Center for 
Accessible Technology to improve methods for voluntary self identification on forms, and 
also to improve the utilities’ databases to ensure better identification of households 
containing a person with a disability, so as to draw on this information to support any 
other efforts it makes to ensure that its services are accessible to people with disabilities. 1/2/2018

4

Using Energy Insight (EI), PG&E ran a monthly report 
of owner occupied single family households that have 
completed the ESA Program requirements of the 
CARE Program high usage process. On a monthly 
basis, this report was uploaded to an Electronic 
Secure File Transfer (ESFT) site shared with GRID 
Alternatives  D.16-11-022 OP 84

84. Starting January 1, 2017, Pacific Gas and Electric Company, Southern California Edison 
Company, and San Diego Gas & Electric Company shall provide the Single family 
Affordable Solar Homes Program Administrator, current GRID Alternatives, with a monthly
list of owner occupied single family households that have completed the Energy Savings 
Assistance (ESA) Program requirements of the California Alternate Rates for Energy 
(CARE) Program high usage process. These referral lists shall contain, at a minimum, the 
ESA Program workflow outputs with the customer of record’s name, address, phone 
number, preferred language, household income and size. All of these referrals must be 
tracked in the CARE Program and ESA Program annual reports. 1/3/2018

5

PG&E transferred the second of 2 annual $1,750,000 
payments to MCE for its LIFT Pilot by January 15, 
2018. D.16-11-022 OP 147

147. Marin Clean Energy’s LIFT Proposal pilot is approved, in part. The total budget 
authorized for the pilot is $3.5 million. The pilot is for 2 years and D.16-11-022 authorizes 
an annualized payment; $1,750,000 by Jan 15, 2017 and 2018. To implement the pilot, 
Marin Clean Energy shall file an Advice Letter with the Commission’s Energy Division 
regarding metrics for program tracking. Pacific Gas and Electric Company shall transfer 
MCE’s annualized ESA Program budget by January 15 of each year. Marin Clean Energy 
may seek additional funding for future program years after the completion of its pilot via a
Petition for Modification (if it is within this program cycle). 1/12/2018

6

PG&E submitted the MF CAM implementation draft 
to the Working Group on January 15, 2018 prior to 
submitting plans in a Tier 2 Advice Letter.  All 
comments were reviewed and addressed at Q1 2018 
in person working group meeting D.17-12-009

OP 138 (& 66), 
p.503 (&479)

Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas & 
Electric Company and Southern California Gas Company shall submit and discuss their 
multi-family implementation plans with the Working Group by January 15, 2018, to seek 
to establish consensus on key issues, prior to submitting their plans in a Tier 2 Advice 
Letter filing on March 1, 2018. 1/16/2018

7

Tracking was set up in PG&E's database in 2017 to 
ensure that no household receiving energy education 
alone would be counted as treated.  This data is 
reporte in ESA Table 18.  754 homes received energy 
education-only in 2018. D.17-12-009 OP11

FOR THE MONTHLY REPORT: The four large Investor Owned Utilities’ (Pacific Gas and 
Electric Company, San Diego Gas & Electric Company, Southern California Edison 
Company, Southern California Edison Company) (IOUs’) shall not count a household as 
“treated” if provided energy education alone. The four large IOUs must track and report 
all households that only receive Energy Education in their monthly and annual compliance 
reports. Households receiving only education will not be permitted to self certify and 
these households will be required to demonstrate their eligibility to receive energy 
education. 1/22/2018

8
NDA with Jason Wimbley of CSD was executed on 
February 2, 2018. D.17-12-009 OP 140, p.504

For the ESA Program: Pacific Gas and Electric Company, Southern California Edison 
Company, San Diego Gas & Electric Company and Southern California Gas Company shall 
enter into appropriate non-disclosure agreements between themselves and Department 
of Community Services and Development to facilitate data sharing. 2/2/2018

9

The IOU's annual estimate of customers eligble for 
CARE program was filed by PG&E on February 9, 
2018. D.16-11-022

Email Ruling 
dated 
12/29/2017

File the annual estimate of customers eligible for the CARE program by February 12th 
each year; this annual filing was not included in D.16-11-022, so was requested in the 
Motion for Extension on 12/15/17. 2/9/2018

10

PG&E filed a Tier 2 Advice Letter outlining the 
respective implementation plan for MF CAM on 
March 1, 2018 D.17-12-009 OP 66, p.479

Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas & 
Electric Company and Southern California Gas Company (IOUs) shall file a Tier 2 Advice 
Letter outlining their respective implementation plans for their multi-family (MF) common 
area activities by March 1, 2018. 3/1/2018

2018 ESA-CARE Program Activities and Compliance

May 1, 2019
81



Pacific Gas and Electric Company
PY 2018 ESA-CARE Annual Report

Appendix A

No. ESA-CARE Activity CPUC Directive
Directive 

Reference Action Required
Completed 

Date

2018 ESA-CARE Program Activities and Compliance

11
These pilot implementations were submitted via 
Advice Letter 5242-E. D.17-12-009 OP 147, p.506

147. Pacific Gas and Electric Company (PG&E), Southern California Edison Company, and 
San Diego Gas & Electric Company (electric IOUs) shall implement a pilot to examine the 
demand and energy savings of a “package” consisting of programmable communicating 
thermostats (PCTs), Time of Use Critical Peak Pricing rates, and a mobile phone 
application. The electric IOUs shall file Tier 2 Advice Letters detailing the proposals for 
implementing these pilots as detailed in the appendix by March 1, 2018. 3/1/2018

12

Provided updated training to Energy Specialists in the 
ESA Program in February 2018 including updated 
information regarding new issues affecting low 
income customers. D.16-11-022 OP 38

38. Pacific Gas and Electric Company, Southern California Edison Company, and San Diego 
Gas & Electric Company shall update their energy education modules to include 
information about new issues affecting residential rates for low income customers 
adopted in the Retail Rates Order Instituting Rulemaking rate reform (Rulemaking 12-06-
013), its anticipated impacts, and opportunities and options to mitigate such impacts via 
energy efficiency and demand response programs, conservation, and other available 
alternatives. The utilities are also directed to coordinate internally to align Marketing 
Education and Outreach strategies and campaigns across the Low Income and Rates 
proceedings. 3/5/2018

13
PG&E added second refrigerators to its measure mix 
in 2018. D.17-12-009 OP 13, p.457

13. Pacific Gas and Electric Company, Southern California Edison Company, and San Diego 
Gas & Electric Company shall offer replacement of second refrigerators. The eligibility 
guidelines shall be the same as the replacement of primary refrigerators, with an 
additional requirement of the household occupancy of at least six people. 3/5/2018

14

This compliance item was listed as "if feasible" and 
this was not feasible to comply with.  By the time the 
Low Income Final Decision was issued on 
12/20/2017, PG&E had already filed the Residential 
Rates ME&O Plan Advice Letter in R.12.06.013 on 
November 1, 2016.  Resolution E-4882 approved the 
REsidential Rates ME&O plan on December 14, 2017.   D.17-12-009

OP 34, p.466-
467

34. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company, and Southern California Gas Company shall, if feasible, incorporate 
their California Alternate Rates for Energy Program and Energy Savings Assistance 
Program Marketing and Outreach plans into the Rulemaking 12 06 013 mandated Tier 3 
advice letter filings for each utility’s specific Marketing, Education, and Outreach plans. 3/6/2018

15

The Mid-Cycle Working group's P&P manual update 
was given during a webinar on January 31, 2018. Final 
version was updated March 18, 2018. D.17-12-009 OP 61, p.477

67. The mid cycle Working Group shall update the Energy Savings Assistance (ESA) 
Program Statewide Policy & Procedure (P&P) Manual in accordance with all applicable 
components of this Decision. The Statewide P&P Manual is intended to incorporate and 
complement Commission decision directives and be used as a guide in terms of ESA 
Program. The mid-cycle Working Group’s deliverable will be an updated and enhanced 
Statewide P&P Manual. 3/16/2018

16

The joint IOUs statewide Request for Proposal 
concerning Advanced Metering Infrastructure Data 
was conducted in March 2018. D.17-12-009 OP 94, p.488

94. Pacific Gas and Electric Company, Southern California Edison Company, and San Diego 
Gas & Electric Company shall, by March 31, 2018, conduct a statewide Request for 
Proposal concerning Advanced Metering Infrastructure Data as detailed in this Decision. 3/30/2018

17

See Section 1.6.3. of this 2018 Annual Report 
describing PG&E's continued coordination to 
leverage CSD's LIWP program in 2018.  PG&E worked 
with CSD throughout 2018 to complete contract and 
agreement terms for this effort, which will begin 
implementation in 2019 and be reported in ESA Table 
2B. D.17-12-009

OP 30, p.464-
465

30. Pacific Gas and Electric Company (PG&E), Southern California Edison Company (SCE), 
San Diego Gas & Electric Company (SDG&E), and Southern California Gas Company 
(SoCalGas) shall separately track and report the households treated under the joint 
Department of Community Services and Development (CSD), California Energy 
Commission (CEC) and/or California Department of Water Resources (DWR) funding 
mechanism separately in their annual reports. These households shall count towards the 
four large Investor Owned Utilities’ (IOUs) households treated goals. However, when 
calculating the remaining eligible population using the methodology adopted in Decision 
01-03-028, the IOUs are not to double count these homes jointly treated by the programs. 
The methodology adopted in Decision 01-03-028 allows the IOUs to deduct the remaining 
eligible population by the number of households treated by CSD's program as well as 
those households treated by the ESA program to determine how many households 
remain to be treated. In instances where the household is jointly treated by both 
programs, and that household would have already been captured in CSD's household 
treated data, it should not be accounted for again in the IOU's households treated data. 
PG&E, SDG&E, and SCE must submit a budget proposal for this effort via its conforming 
Advice Letter. PG&E, SCE, SDG&E, and SoCalGas shall track and record the costs of these 
efforts in their annual reports. This shall be a one time effort with a sunset date that will 
coincide with the conclusion of the CSD, CEC and DWR efforts. Any unspent ratepayer 
funds remaining at the conclusion of the Utility Drought Mitigation Program will be 
returned to the ESA Program balancing account, in concurrence with the sunset date 
outlined in the guidelines for the CSD, CEC, and DWR. 4/3/2018

18 Included in PG&E  2017 and 2018 Annual Reporting. D.16-11-022 OP 113

113. Pacific Gas and Electric Company, Southern California Edison Company, and San 
Diego Gas & Electric Company must include in their annual reports: a) The number of 
customers at or above the 90th percentile of usage amongst those not subject to our 
current High Usage Post Enrollment Verification process who have also been on the 
California Alternate Rates for Energy (CARE) rate at the same meter for at least six years, 
and the percentage of those who had not yet participated in the Energy Savings 
Assistance (ESA) Program prior to receiving targeted marketing; b) the number of these 
enrollments that have led to Energy Savings Assistance measure installations; c) the 
number of long term tenancy CARE customers who have NOT applied for the ESA 
Program; d) on the energy usage for those long-term tenancy CARE customers who accept 
ESA treatment, noting changes before ESA treatment and within three, six, and twelve 
months after ESA treatment, and those long-term tenancy CARE customers who do not 
accept ESA treatment. 4/30/2018
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19 Included in PG&E  2017 and 2018 Annual Reporting. D.17-12-009 OP 132, p.501

132. Uncommitted unspent funds that are not carried forward shall be used to offset 
future Energy Savings Assistance (ESA) Program year collections for Pacific Gas and 
Electric Company, Southern California Edison Company, San Diego Gas & Electric Company
and Southern California Gas Company. This will ensure that these funds ultimately serve 
ESA Program participants, and will help to mitigate any additional collections that would 
otherwise be required as a result of incremental program budget authorizations. 5/1/2018

20
PG&E provided its Disability Enrollment efforts as 
Section 1.5 of the 2018 Annual Report. D.16-11-022 OP 73

73. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas
& Electric Company, and Southern California Gas Company shall continue to report their 
success at meeting the 15% enrollment goal, including discussion of any outreach 
approaches introduced or retired, in their annual reports to the Commission. 5/1/2018

21

PG&E continues to utilize existing fund shifting rules 
between commodity budget categories and describes 
its fund shifitng endeavors in Section 4 of the 2018 
Annual Report. D.16-11-022 OP 131

131. Pacific Gas and Electric Company, Southern California Edison Company, San Diego 
Gas & Electric Company and Southern California Gas Company shall utilize the existing 
fund shifting rules pertaining to shifting funds between gas and electric budget categories, 
as set forth in Ordering Paragraph 135 of Decision 12-08-044. 5/1/2018

22
PG&E provided its discussion of fund shifting in 
Section 4 of the 2018 Annual Report. D.17-12-009 OP 133, p.501

133. Year to year carry over activities and reporting shall be based on annual Energy 
Savings Assistance (ESA) Program budgets of Pacific Gas and Electric Company, Southern 
California Edison Company, San Diego Gas & Electric Company and Southern California 
Gas Company. Funds carried over to a future year within a given program cycle will 
augment that future year’s authorized budget, resulting in additional ESA Program funds 
being made available in that future year. Carry over funds shall not count towards the 
Utilities’ future year’s budget for the purposes of calculating the following year’s carry 
over threshold. 5/1/2018

23
PG&E provided its Fund Shifting authorizations and 
amounts in ESA Table 12 of the 2018 Annual Report. D.16-11-022 OP 136

136. Pacific Gas and Electric Company, Southern California Edison Company, San Diego 
Gas & Electric Company and Southern California Gas Company shall include in their annual 
reports a summary of unspent funds, identifying both funds that are carried over and 
funds that are not carried over and are instead used to offset collections in the next 
program year. This report must reference authorizing advice letters, resolutions, or rulings 
as appropriate. Amounts must be reported by program budget line item. Unspent funds 
used to offset collections must be applied according to the original funding source: 
unspent electric funds must offset future collections from electric rates, while unspent gas
funds must offset future collections from gas rates. 5/1/2018

24

PG&E tracks and reports remaining uncommitted 
unspent 2009-2016 funds to the LIOB quarterly.  
Unspent funding has not been returned to 
ratepayers, and PG&E used 2009-2016 uncommitted 
unspent funds for its Mid-Cycle Advice Letter 
requests. D.17-12-009 OP 137, p.503

138. Pacific Gas and Electric Company, Southern California Edison Company, San Diego 
Gas & Electric Company and Southern California Gas Company shall utilize all current 2009 
2016 accumulated Energy Savings Assistance Program Carry Over Funds to offset 
collections that would otherwise have been required in this program cycle. These funds 
shall not be returned to ratepayers. 5/1/2018

25

PG&E provided the number of first touches versus go 
backs in Summary Table 1 and Section 1.4.1 of the 
2018 Annual Report. D.16-11-022 Text-p.69

Text p.69: We direct the utilities to track in its reporting how many visits are “first 
touches” (households that have not received ESA treatment) versus “go backs.” The 
utilities should track the number of “go backs,” the energy savings resulting from the 
treatment from the “go back” and additional measures to determine what percentage of 
the utility’s energy savings target (as discussed above) is a result from a “go back” versus 
a “first touch” for a customer. 5/1/2018

26

Provided the number and percentage of customers in 
the GTSR and Enhanced Community Renewables rate 
structures, and the average total bill discount that 
CARE enrolled GTSR and ECR customers received in 
percentage terms, from the CARE program discount 
on the distribution portion of their bill. D.16-11-022 OP 127

127. Pacific Gas and Electric Company, Southern California Edison Company, and San 
Diego Gas & Electric Company shall make the California Alternate Rates for Energy (CARE) 
discount available to customers enrolled in the Green Tariff Shared Renewables 
(GTSR)rate structures, as described in this decision. The utilities shall include in their 
annual reports the number the number and percentage of customers in the GTSR and 
Enhanced Community Renewables rate structures and the average total bill discount that 
CARE Program enrolled GTSR and Enhanced Community Renewables customers receive 
(in percentage terms) from the CARE Program discount on the distribution portion of their 
bill. In the event that average bill discounts for CARE Program/GTSR and Enhanced 
Community Renewables customers are reported to be below the 30% overall CARE 
Program discount threshold. 5/1/2018

27
The actual expenditures are provided in CARE Table 1 
of the 2018 Annual Report. D.16-11-022 OP 127

127. The proposed California Alternate Rates for Energy Program Administrative budgets 
for Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas
& Electric Company and Southern California Gas Company shall be more closely aligned 
with actual 2015 expenditure levels, capping increases at not more than 15% over actual 
2015 expenditures in 2017, and not more than 20% over 2015 expenditures in 2018, to 
account for inflation as well as any unforeseen costs. 5/1/2018

28
CARE fund shifting is described in Section 4 of the 
2018 Annual Report. D.16-11-022 OP 139

139. Pacific Gas and Electric Company, Southern California Edison Company, San Diego 
Gas & Electric Company and Southern California Gas Company are permitted to shift 
California Alternate Rates for Energy funds in the same manner as they did in the 2012 
2014 budget cycle in Decision 12-08-044, and shall report all such shifting in the same 
manner as in that budget cycle unless otherwise modified in today’s decision. 5/1/2018

29
AB 327 was discussed in Section 2.6 of the 2018 
Annual Report. D.16-11-022 OP 70

70. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas
& Electric Company and Southern California Gas Company may use California Alternate 
Rates for Energy Program funds to cover the costs associated with communications to 
customers about their enrollment status and about rate changes related to Assembly Bill 
327. 5/1/2018
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30
Costs of outreach/retention are tracked in CARE 
Table 1 of the 2018 Annual Report. D.16-11-022 OP 71

71. To ensure that the outreach/retention costs are being tracked correctly, Pacific Gas 
and Electric Company, Southern California Edison Company, San Diego Gas & Electric 
Company and Southern California Gas Company must track the costs and accounting 
thereof in their annual reports. 5/1/2018

31 High Usage Alerts continued in 2018. D.17-12-009 OP 82, p.484

83. Pacific Gas and Electric Company, Southern California Edison Company, and San Diego 
Gas & Electric Company (the three large electric Investor-Owned Utilities or IOUs) shall 
continue implementation of a high usage alert system for California Alternate Rates for 
Energy Program High Usage Customers in a month utilizing the three large electric 
Investor Owned Utilities’ upgraded My Energy/My Account systems as well as through 
traditional outreach methods. Costs associated with these notification directives should 
be accounted for in the IOUs’ Rate Reform memorandum accounts. 5/1/2018

32
Confirmed that HU customers were not counted 
toward requirement. D.16-11-022 OP 86

86. California Alternate Rates for Energy Program High Usage customers targeted for Post 
Enrollment Verification and Recertification by Pacific Gas and Electric Company, Southern 
California Edison Company, and San Diego Gas & Electric Company shall not count toward 
the High Usage Post Enrollment Verification and Recertification rate ceiling requirement 
set forth in Ordering Paragraph 92 of Decision 12 08 044. 5/1/2018

33

Electric and Gas savings targets and actuals can be 
found in Summary Table 1 - ESA Program in the 2018 
Annual Report. D.16-11-022 OP5

5. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company, and Southern California Gas Company shall administer the Energy 
Savings Assistance Program with an annual energy savings target as follows: Utility Annual 
Utility Portfolio-Wide Electric Savings Target (GWh) Annual Utility Portfolio-Wide Natural 
Gas Savings Target (MM Therms) PG&E 47.0 2.0 5/10/2018

34

PG&E worked with the MF WG throughout 2017 and 
2018 to develop its MultiFamily Common Area 
Measure Initiative.  PG&E's AL 3943-G/5241-E (March 
1, 2018) was approved by Energy Division Disposition 
Letter (March 28, 2018, effective March 31, 2018).  
Landlords certify that at least 65% of the building’s 
tenants meet the ESA income eligibility guidelines 
before they are qualified to participate. D.16-11-022 OP 43

43. Pacific Gas and Electric Company, Southern California Edison Company, Southern 
California Gas Company and San Diego Gas & Electric Company shall fund in the Energy 
Savings Assistance Program common area measures for the following multi-family 
buildings dedicated to providing affordable housing to low-income Californians in deed 
restricted, government and non-profit owned multi-family buildings, as described in this 
Decision, subject to a cap of $80 million of unspent funds pro-rated by each utility. The 
landlord must certify that at least 65% of the building’s tenants meet the Energy Savings 
Assistance Program’s income eligibility as a threshold for participation for the common 
area measures. 5/10/2018

35

See Section 1.10 of the 2018 Annual Report.  The 
Impact Evaluation consultant applied the most recent 
EE EM&V guidleines to its Impact Evaluation  ED staff 
directs the study and the advisory team includes IOU 
members. D.17-12-009 OP 52, p.474

52. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company and Southern California Gas Company shall apply the latest version of 
the Energy Division & Program Administrator Energy Efficiency Evaluation, Measurement 
and Verification Plan for the oversight, formation, description, tracking, review and 
approval, and initiation of their Evaluation, Measurement and Verification efforts. The 
utilities should update its impact evaluations to be in accordance with the guidelines 
established within this decision. 5/10/2018

36 Provided via ESA Table 8 in the 2018 Annual Report. D.16-11-022 OP 76

The four large Investor Owned Utilities shall accurately and consistently track households 
that are unwilling, infeasible, or ineligible to participate in their annual reports, with sub 
categories as follows: a) Customers who explicitly state to an Energy Savings Assistance 
Program Contractor or live IOU telemarketer that they are not interested in the program 
(or asked to be put on the “do not call” list); b) Customers whose landlords refuse to 
authorize participation; c) Households that are unable to provide necessary 
documentation; d) Households that enroll in the program but cannot be treated due to 
scheduling conflicts/missing appointments; e) Households that enroll in the program but 
cannot be treated due to hazardous environments, or other circumstances that make it 
impossible for the contractor to treat the home; f) Ineligible – Other; g) Infeasible – Other; 
h) Unwilling – Other. 5/10/2018

37 See ESA Table 4 in the Annual Report. D.16-11-022 OP 81

81. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company and Southern California Gas Company shall recalculate and include an 
estimate for the new remaining Energy Savings Assistance Program eligible population in 
their annual reports, and shall use those numbers in their next program cycle applications. 5/10/2018

38
See Section 1.10 in the 2017 and 2018 Annual 
Reports re the ESA Impact Evaluation. D.16-11-022

Text pp.226-
227

We direct energy division to employ its impact evaluation support to coordinate with its 
mid-cycle update review, so that any changes to the 5% energy savings target increase 
will be based on impact evaluation data. Impact evaluations are the key source for 
accurately accounting the impact of the interventions and tracking progress against 
savings goals. To ensure the integrity of the impact evaluations, we require the IOUs in 
consultation with Energy Division staff to: 1. Hire independent contractors through 
competitive solicitations to conduct impact evaluations; 2. Review and update program 
data collection protocols to ensure necessary data is available for rigorous and timely 
evaluation; 3. Follow the EM&V public vetting procedures for evaluation plans and draft 
reports to allow for Energy Division and public comment prior to finalizing; and 4. 
Evaluation plans and final results should describe methods in detail including how they 
used best practices for impact evaluation documented in both California Evaluation 
Framework and in the California Energy Efficiency Evaluation Protocols. 5/10/2018
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39 See Annual Report ESA Table 12. D.17-12-009 OP 134

The carry over rules cap the amount of unspent funds that can be carried over from 
program year to program year, within a given program cycle, by Pacific Gas and Electric 
Company, Southern California Edison Company, San Diego Gas & Electric Company and 
Southern California Gas Company (large Investor Owned Utility or IOU) to 25% of the prior 
year’s program budget. This cap includes both committed and uncommitted unspent 
funds to be carried over. If a large Investor Owned Utility wishes to carry over an amount 
in excess of the 15% limit, that Utility must first file a fund shifting Advice Letter. If the 
large IOU does not receive such approval, any unspent funds in excess of the 25% limit 
may not be carried over for programmatic use, and must instead be used to offset future 
collections. 5/21/2018

40
See Section 1.10 in the 2017 and 2018 Annual 
Reports re the LINA Study. D.17-12-009 OP 56, p.475

56. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company and Southern California Gas Company (four large Investor Owned 
Utilities) shall move forward with their proposed Low Income Needs Assessment (LINA) 
study, with an authorized budget of $500,000. At a minimum, this study shall address the 
three remaining topics identified in Decision 14 08 030: (1) provide updated assessments 
of energy insecurity and energy burden; (2) assess the level of burden in providing income 
documentation for California Alternate Rates for Energy; and (3) identify the most 
beneficial program measures. The Commission’s Energy Division shall work with the four 
large Investor Owned Utilities and their selected consulting firms to provide the necessary 
data and allow for stakeholder review and input during the course of the study. In 
coordination with Energy Division, the four large Investor Owned Utilities shall host public 
workshops or webinars to allow stakeholders and interested parties to comment and 
provide input on the study. The scope of the study shall also include consideration of 
undocumented residents across all 4 IOU service territories. 5/29/2018

41

See Section 1.13 in the 2017-2018 Annual Reports re 
the CE WG.  The CE WG filed White Papers on its 
assigned tasks. D.17-12-009 OP 47, p.472

47. The Energy Savings Assistance (ESA) Program Cost Effectiveness Working Group, 
established in Decision (D.) 12 08 044, shall continue to meet in order to: (1) Identify 
which measures should be included in the Adjusted ESA Program Cost Effectiveness Test; 
and (2) for measures excluded from the Adjusted ESA Program Cost Effectiveness Test 
calculation, develop a methodology to exclude from the calculation all administrative 
costs and any non energy benefits associated with those measures, including those costs 
and benefits that may be attributable to the whole program and are not clearly tied to 
any specific measure; (3) support tracking energy efficiency on a portfolio basis; and (4) 
other items as identified in this Decision. The Cost Effectiveness Working Group shall 
comply with D.16 06 007 which requires a single avoided cost model for all proceedings 
for any cost effectiveness analysis conducted. 6/13/2018

42

See Section 1.13 in the 2017-2018 Annual Reports re 
the CE WG.  The CE WG filed White Papers on its 
assigned tasks. D.17-12-009

OP 50, p.473-
474

50. The Energy Savings Assistance Program Cost Effectiveness Working Group may submit 
a progress report, including any completed deliverables, and a revised schedule and work 
plan for the remaining deliverables to the applicable service list for this proceeding if it is 
unable to complete its recommendations. The Cost-Effectiveness Working Group need 
not achieve consensus; instead, a majority proposal and a alternative proposals may be 
recommended on any given topic. 6/13/2018

43
This public meeting with CSD was held on June 26, 
2018.  See Section 1.14 in the 2018 Annual Report. D.17-12-009 text-p63

D.17-12-009: ...we retain the directive for the IOU's to host a workshop with CSD. For 
efficiency, this workshop shall be incorporated in the public meetings directed in D.12-08-
044, OP 5 directing the IOUs' to review and discuss the prior years' CARE and ESA Program 
activities. D.12-08-044: These Utilities shall convene a minimum of one public meeting per 
year, within 60 days of their filing of the annual reports and other public meetings as 
deemed necessary by either the Utilities, ED, the ALJ or the Commission. 6/26/2018

44
The Mid-Cycle Working group provided its 
recommendations on June 29, 2018. D.17-12-009 Text .31

We require that the mid-cycle Working Group submit its recommendations by the 2nd 
Quarter of 2018 for consideration in mid-cycle updates. 6/29/2018

45

See Section 1.13 in the 2017-2018 Annual Reports re 
the Mid-Cycle.  The MC WG met throughout 2017-
2018, and filed its final report on June 29, 2018. 
Public webinars were held,to which  LIOB members 
were invited to attend. D.17-12-009 OP 136

Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas & 
Electric Company and Southern California Gas Company shall establish a mid-cycle 
Working Group of the parties to prepare a report to the Commission to evaluate whether 
the rule and policy changes adopted in this Decision have enabled program participation 
and prudent program expenditures, or whether adjustments are needed to enable 
prudent fund expenditures to alleviate low-income energy hardships while considering 
cost effectiveness. A copy of this report shall also be presented to the Low Income 
Oversight Board. 6/29/2018

46
Provided in Appendix B Summary Highlights and ESA 
Table 1 of the Annual Report. D.17-12-009

OP 98, p.489-
490 | Text-
p327

98. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company and Southern California Gas Company shall track the cost of their 
energy education programs in their annual reports to identify all of the programs or 
initiatives that will be able to benefit from the availability of the end use and electric 
usage profiles, and to coordinate with the relevant proceedings so that the relevant costs 
can be considered in those proceedings’ cost effectiveness decision making. 7/3/2018

47

Provided via the Mid-Cycle Advice Letter 3990-
G/5329-E (July 16, 2018) and supplemented in Advice 
3990-G-A/5329-E-A (September 14, 2018).  This was 
partially authorized by CPUC Energy Division Non 
Standard Disposition AL3990-G/5329-E-A, 3990-
G/5329-E-B on January 4, 2019. D.17-12-009 OP 57

Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas & 
Electric Company and Southern California Gas Company may submit proposals for the 
approval and implementation process of cost effective mid cycle new measures, pilots, 
and initiatives via an advice letter. 7/16/2018
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48

Provided via the Mid-Cycle Advice Letter 3990-
G/5329-E (July 16, 2018) and supplmented in Advice 
3990-G-A/5329-E-A (September 14, 2018).  This was 
partially authorized by CPUC Energy Division Non 
Standard Disposition AL3990-G/5329-E-A, 3990-
G/5329-E-B on January 4, 2019. D.17-12-009 OP 58, p.476

58. All proposals for new mid cycle measures submitted by Pacific Gas and Electric 
Company, Southern California Edison Company, San Diego Gas & Electric Company and 
Southern California Gas Company (Utilities) must include budgets and cost effectiveness 
calculations incorporating results from the recently adopted water energy calculator if 
applicable. The proposals shall include the measure, pilot or initiative’s Measure Total 
Resource Cost. If the Utilities’ calculations indicate that the measures, pilots or other 
initiatives would not be cost effective (i.e., if the Measure Total Resource Cost is less than 
1.0), then the proposal may still be submitted. The submission of a mid-cycle update shall 
be consolidated and be submitted as an advice letter (referred to in this decision as the 
mid-cycle update Advice Letter) by July 16, 2018 for consideration in 4th Quarter 2018 and 
implementation in 2019. We note that using the Advice Letter process for such changes 
only applies to this budget cycle (2017-2020), and shall sunset on December 31, 2020. 
Thereafter, all such changes related to budget increases and program changes shall be 
requested through a Petition for Modification. 7/16/2018

49

PG&E's water leveraging plans were included in its 
Mid-Cycle Advice Letter 3990-G/5329-E (July 16, 
2018) and supplmented in Advice 3990-G-A/5329-E-A 
(September 14, 2018).  Water leveraging activities 
were authorized by CPUC Energy Division Non 
Standard Disposition AL3990-G/5329-E-A, 3990-
G/5329-E-B on January 4, 2019. D.17-12-009 OP 59, p.476

Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas & 
Electric Company and Southern California Gas Company shall file a Tier 2 mid-cycle update 
Advice letter describing new leveraging plans with identified water wholesalers and 
retailers (water agencies and companies) operating in their service territories, as well as 
proposals for any other cold-water measures request. 7/16/2018

50

PG&E's data sharing plan was included in its Mid-
Cycle Advice Letter 3990-G/5329-E (July 16, 2018) 
and supplmented in Advice 3990-G-A/5329-E-A 
(September 14, 2018). This wasauthorized by CPUC 
Energy Division Non Standard Disposition AL3990-
G/5329-E-A, 3990-G/5329-E-B on January 4, 2019. D.17-12-009

OP 144, p.505-
506

Mid-cycle Update: Pacific Gas and Electric Company, Southern California Edison Company, 
San Diego Gas & Electric Company and Southern California Gas Company are directed to 
file plans outlining the parameters of a data sharing plan in their mid-cycle advice letters. 
For this purpose, the IOUs and the Department of Community Services and Development 
(CSD) shall facilitate data exchange through the Energy Data Request Portal or other 
procedures deemed mutually appropriate to CSD and each respective IOU. 7/16/2018

51
PG&E reports customer opt-ins in ESA Table 1 in the 
Annual Report. D.16-11-022 OP7

7. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company and Southern California Gas Company shall require energy education 
to encourage a customer to “opt-in” to either a demand response program or an 
alternative tariff when receiving energy assistance measures that could qualify for such 
participation as a part of the Energy Savings Assistance Program. 7/17/2018

52

LIOB Reporting Requirements: There were 4 LIOB 
Meetings in 2018 (3/8 in San Francisco, 6/8 in 
Sacramento, 9/20 in Rialto, and 12/5 in Stockton). 
PG&E attended all and its regular IOU updates were 
included at all of these. Agenda and IOU 
presentations are all available at LIOB website: 
http://www.liob.org/ Specifically: p.40:Included in 
IOU regular update presentation, and also included in 
ESA Tables 1 and 1A and CARE Table 1. p.54: Included 
in IOU regular update presentation, and also included 
in AR (2017: p.26 Section 1.8.) p.196: included in IOU 
regular update presentation, and also included in ESA 
Tables 2B, 3, 4A and 5 (water/energy nexus savings 
not included monthly). And in AR (2017: Spending - 
ESA Table 2B, Participation - ESA Table 4, and Analysis 
- p.35, Section 1.15) [Note that MF CAM just begun in 
last 2 months 2018, Monthly Reporting will begin in 
2019.] p.327: Included in IOU regular update 
presentation. and also included in ESA Table 7, and 
costs in AR (2017: p.25). p.365-366: Included in IOU 
regular update presentation,  and also included in 
ESA Tables 1, 1A, 2, 2A, and 2B and CARE Tables 1 and 
2. 

D.17-12-009 Text -various

LIOB reporting requirements: P.40,IOUs shall continue to report on its balances of 
unspent and underspent funds to both the Commission in its ongoing reports and in its 
reports to the LIOB. IOUs shall report on factors driving unspent fund balances, steps 
taken to appropriately deploy funds, and make suggestions to the mid-cycle Wkg Grp 
about adjustments that would help deploy funds authorized by this Decision. P.54,Order 
tracking of customers who elect to “opt-in” to a new DR, TOU, or Critical Peak Pricing 
(CPP) program, and report that information in the IOUs’ ESAP annual reports, and in 
quarterly reports to the LIOB providing ESA updates. P. 196,IOUs shall report quarterly to 
the LIOB, and annually in their report to the Commission on Multi-Family common area 
measure participation, program spending, and provide an analysis of treatment results 
including, but not limited to, energy and water/energy nexus savings. P.327, ... because 
several proceedings will benefit from the development of these My Energy/My Account 
upgrades, carefully track their costs, so that these costs can be considered in this and 
other proceedings’ decision making related to cost effectiveness. Otherwise, the CARE 
and ESA programs will appear more costly than they truly are (given that all costs are 
allocated to them, but only some of the benefits), and programs in other proceedings will 
appear less costly than they truly are (because they receive the benefits of these efforts, 
without being allocated their costs). We therefore direct the IOUs to track the costs of the 
above efforts as a separate line item in their annual reports, if any, to identify all of the 
programs or initiatives that will be able to benefit from them, and to coordinate with the 
relevant proceedings so that the relevant costs can be considered in those proceedings’ 
cost effectiveness decision making. These findings should be reported in the CARE ESA 
Annual Report, and to the LIOB P.365-366, With budgets adopted in this Decision, we 
expect the IOUs to keep pace with the expenditures and to report at least quarterly to the 
LIOB (in addition to the existing monthly reports to the Commission’s ED) and in their 
annual reports about progress toward achievement of program goals and levels of 
spending. 9/20/2018

53
PG&E deployed CARE Rate Education Reports via a 
direct mail test campaign in September 2018. D.17-12-009 OP 103, p.492

103. San Diego Gas & Electric Company’s (SDG&E) proposal to provide potential California
Alternate Rates for Energy (CARE) Program customers with Rate Education Reports is 
approved. A similar process shall also apply to and be implemented by Pacific Gas and 
Electric Company (PG&E), Southern California Edison Company (SCE), and Southern 
California Gas Company (SoCalGas). The Rate Education Report shall contain personalized 
energy use information with a focus on a comparison between the household's current 
utility bill and the household's utility bill if the customer qualified for and received the 
CARE Program. To prevent the enrollment of ineligible households into the CARE Program 
and the generation of false leads into the Energy Savings Assistance Program, the four 
large Investor Owned Utilities (PG&E, SCE, SDG&E, and SoCalGas) must prescreen these 
customers so that only those with a high likelihood of CARE Program eligibility are 
provided the Rate Education Reports. 9/30/2018
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54
See Section 1.10 in the 2018 Annual Reports re the 
NEB Study. D.17-12-009 OP 48

Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas & 
Electric Company and Southern California Gas Company shall coordinate with the Energy 
Savings Assistance Program Cost Effectiveness Working Group to revise as needed the 
non energy benefits study work plan and provide the group with an opportunity to review 
and comment on draft study deliverable. 10/12/2018

55

Budgets and coordination efforts were included in 
PG&E's 2018 Annual Cooling Center Program Report, 
filed on December 19, 2018. D.17-12-009 text-p340-341

We direct the utilities to continue current coordination efforts with local and tribal entities 
with respect to cooling center operations, and approve cooling center budgets for SCE, 
SDG&E, and PG&E that are more closely aligned with actual expenditures for prior 
program years, instead of relying solely on previously authorized amount. 12/3/2018

56

Incremental benefit to existing local government 
cooling center patrons resulting from authorized 
cooling center funding are reported in PG&E's 2018 
Annual Cooling Center Program Report, filed on 
December 19, 2018, and described in PG&E's CARE 
Cooling Center brochure and PG&E's Integrated 
Program brochure. D.17-12-009 OP 121

121. Pacific Gas and Electric Company, Southern California Edison Company, and San 
Diego Gas & Electric Company shall continue to produce the cooling center compliance 
annual report, but may in the future revisit the existing metrics and modify where 
appropriate. The reports must inform the Commission of how ratepayer funds are being 
utilized to support and promote cooling centers and simultaneously encourage low 
income program enrollments and participation throughout the state. The reports must 
also include a description of any changes to cooling center operations that were enabled 
by ratepayer funding, such as extended hours or the opening of additional locations. If no 
such changes occurred, that must still be reported. 12/19/2018

57
PG&E deployed CARE Rate Education Reports via a 
direct mail test campaign in September 2018. D.17-12-009 OP 104, p.492

104. Pacific Gas and Electric Company, Southern California Edison Company, San Diego 
Gas & Electric Company and Southern California Gas Company (the four large Investor-
Owned Utilities) shall deliver Rate Education Reports via e-mail or direct mail, dependent 
upon a customer’s communication preference or other justification. These mailers may be
combined with the four large Investor Owned Utilities’ Home Energy Reports (HER) as a 
single mailer/e mail for those customers already participating in the HER program. 12/21/2018

58
PG&E deployed CARE Rate Education Reports via a 
direct mail test campaign in September 2018. D.17-12-009 OP 106, p.493

108. Pacific Gas and Electric Company, Southern California Edison Company, San Diego 
Gas & Electric Company and Southern California Gas Company shall each have an 
authorized budget for the Rate Education Reports effort of $137,500 each year for 2017 
and 2018 to be co funded and coordinated between the Home Energy Report effort and 
California Alternate Rates for Energy Program Outreach budget. Additional collections 
that would ordinarily be required for this funding authorization will be mitigated or 
rendered unnecessary through the application of unspent 2009 2016 Energy Savings 
Assistance Program funds, which will offset collections in this Program cycle. 12/21/2018

59

The IOUs signed a contract with Ecotagious, Inc. in 
November 2018 to perform load disaggregation 
services as directed in D.16-11-022. The project 
scope is divided into two phases.  Phase one will 
produce end-use load profiles and a segmentation 
report for a sample of CARE customers in the PG&E, 
SCE and SDG&E service areas.   Phase two will 
expand the analysis to a wider group of customers 
and provide delivery of results to customers and ESA 
contractors. D.17-12-009 OP 146

145. Pacific Gas and Electric Company’s (PG&E) home area network is denied. PG&E must 
continue implementing any and all cost effective improvements to its Advanced Metering
Infrastructure (AMI) analysis as permanent system wide enhancements to the Energy 
Savings Assistance (ESA) Program, not as a pilot. Once PG&E, Southern California Edison 
Company, or San Diego Gas & Electric Company, have experience fielding AMI informed 
ESA Program outreach and installations, those utilities may opt to file a Petition for 
Modification to seek authorization for new, cost effective measures for specific customer 
segments. 12/27/2018

60

PG&E intiated the cross promotional activities in 
2018, reported in Section 1.3.2 and 2.6.1 of the 2018 
Annual Report. D.17-12-009 OP89

90. San Diego Gas & Electric Company’s request for funding of its Third Party Outreach 
and Enrollment cross promotional activities is approved, to be split between the California
Alternate Rates for Energy Program and Energy Savings Assistance Program 
Administrative line items. This budget allocation is also adopted and directed for Pacific 
Gas and Electric Company, Southern California Edison Company, and Southern California 
Gas Company. 12/28/2018

61

IOUs coordinated with CalTF in 2018 re the impact 
evaluation, however more CalTF review and feedback 
is expected in 2019 as the impacts are finalized.  
CalTF participated in the ESA Impact Evaluation 
workshop in 2019 and mutiple calls are scheduled to 
discuss in 2019. D.17-12-009 Text p.405

We direct the IOUs to coordinate with the California Technical forum to recommend 
prospective savings values and revisions to its EM&V methodologies for the low-income 
program. CalTF will formally review and provide comments to the ESA Impact Evaluation 
results in March of 2018. 12/31/2018

62

PG&E tracks and reports remaining uncommitted 
unspent 2009-2016 funds to the LIOB quarterly.  
Unspent funding has not been returned to 
ratepayers, and PG&E used 2009-2016 uncommitted 
unspent funds for its Mid-Cycle Advice Letter 
requests.  PG&E continues to use remaining unspent 
funds to fund ESA program and policy objectives. Res.G-3531 OP 6

Any remaining unspent funds not authorized in this Resolution shall be utilized to fund 
program and policy objectives adopted in D.16-11-022, and to offset the program 
collections that would otherwise have been required. These funds shall be used to 
achieve ESA program and policy objectives and are not to be returned to ratepayers at 
this time. 12/31/2018

63

PG&E intiated the cross promotional activities in 
2018, reported in Section 1.3.2 and 2.6.1 of the 2018 
Annual Report. D.17-12-009 OP87

87. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas
& Electric Company and Southern California Gas Company proposals for Third Party 
Outreach and Enrollment with California LifeLine, Covered California, and other agency 
coordination for California Alternate Rates for Energy Program and Energy Savings 
Assistance Program enrollment, retention, and post enrollment verification activity, set 
forth in their applications, are approved. 12/31/2018
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64

PG&E intiated the cross promotional activities in 
2018, reported in Section 1.3.2 and 2.6.1 of the 2018 
Annual Report. D.17-12-009

OP 88, p.485-
486

88. Pacific Gas and Electric Company, Southern California Edison Company, San Diego Gas 
& Electric Company and Southern California Gas Company (the four large Investor Owned 
Utilities) shall distribute California Alternate Rates for Energy (CARE) Program and Energy 
Savings Assistance (ESA) Program marketing material to the California LifeLine 
administrator or providers, stores and kiosks. The IOUs will assess each California Life Line 
service provider's willingness and administrative viability (as determined by the CARE/ESA 
program) to participate in the CARE Capitation Program and can enroll all willing and 
qualified vendors, including California LifeLine providers, in the CARE Capitation Program. 
The CARE Program will fund the costs associated with a California LifeLine provider's 
participation in the CARE Capitation Program. This directive includes Veterans Affairs 
Supportive Housing program partners, IRS Volunteer Income Tax Assistance providers and 
Covered California outreach and enrollment agencies. Enrollments driven through these 
efforts should be tracked (through unique CARE Program and ESA Program URLs, toll free 
numbers, or other methods) and reported in the four large Investor Owned Utilities’ 
annual CARE Program and ESA Program reports. 12/31/2018

65
PG&E reported on CHANGES in CARE Monthly Report 
in 2018. D.15-12-047 OP 28

Pacific Gas and Electric Company, Southern California Edison, Southern California Gas 
Company, and San Diego Gas & Electric Company shall include the Community Help and 
Awareness of Natural Gas and Electricity Services bill issue assistance and education 
workshop materials and attendance statistics in their monthly CARE reports until long-
term funding is established from the Commission's budget.

Reoccur 
monthly on 

the 21st 

May 1, 2019
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7. Appendix B: ESA and CARE Program Tables

Summary Table – ESA Program and CARE Program
ESA Program – Table 1 – Overall Program Expenses
ESA Program – Table 2 – Expenses & Energy Savings by Measures Installed
ESA Program – Table 2A - Expenses & Energy Savings by Measures Installed: CSD
Leveraging
ESA Program – Table 2B - Expenses & Energy Savings by Measures Installed: MF
Common Area
ESA Program – Table 3 – Cost Effectiveness
ESA Program – Table 4 – Detail By Housing Type and Source
ESA Program – Table 5 – Direct Purchases & Installation Contractors
ESA Program – Table 6 – Installation Cost of Program Installation Contractors
ESA Program – Table 7 – Expenditures by Cost Elements
ESA Program – Table 8 – Homes Unwilling/Unable to Participate
ESA Program – Table 9 – Life Cycle Bill Savings by Measure
ESA Program – Table 10 – Energy Rate Used for Bill Savings Calculations
ESA Program – Table 11 – Bill Savings Calculations by Program Year
ESA Program – Table 12 – Fund Shifting
ESA Program – Table 13 – Categorical Enrollment
ESA Program – Table 14 – Leveraging and Integration
ESA Program – Table 15 – Lighting
ESA Program – Table 16 – “Add Back” Measures
ESA Program – Table 17 – Expenditures for Pilots and Studies
ESA Program – Table 18 – Miscellaneous (2nd Refrigerators, Education Only, A/C Cycling,
etc.)
CARE Program – Table 1 – CARE Overall Program Expenses
CARE Program – Table 2 – CARE Enrollment, Re-certification, Attrition, and Penetration
CARE Program – Table 3A – CARE Post Enrollment Verification Results (Model)
CARE Program – Table 3B – CARE Post Enrollment Verification Results (High Usage)
CARE Program – Table 4 – Self Certification and Re-Certification
CARE Program – Table 5 – Enrollment by County
CARE Program – Table 6 – Re-certification Results
CARE Program – Table 7 – Capitation Contractors
CARE Program – Table 8 – Participants per Month
CARE Program – Table 9 – Average Monthly Usage & Bill
CARE Program – Table 10 – CARE Surcharge & Revenue
CARE Program – Table 11 – CARE Capitation Applications
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